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DETAILED ACTION 



Claim Rejections - 35 USC § 102 

The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless ~ 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

Claims 1 - 27 are rejected under 35 U.S.C. 102(e) as being anticipated by 
Matthews et al. (Publication No. 2004/01 391 56). 

As to independent claims 1, 10, 14, and 19, Matthews et al. teaches a 
system/method for: 

A remote assistance system (see e.g., [0016], lines 1 - 8; i.e., remote assistance 
corresponds to a technical solution for enabling a person to person assistance over a 
communication network in order to supply support of a product or service) comprising 
one or more user systems (see e.g., Fig. 26; i.e., Thin Client 702, PDA 704, and 
Business Partner 716), each user system being operatively connected to a network (see 
e.g., para. [0016], lines 1-3; i.e., communications network) and having a user 
processor (see e.g.. Fig. 26 and para [0016], lines 3-8; i.e., client computer 702, 704, 
and 716 is able to execute a computer program, wherein those skilled in the art would 
appreciate that a client computer that is able to execute a program will include a 



Application/Control Number: 1 0/646,1 33 Page 3 

Art Unit: 2179 

processor), one or more user tools running on the user processor (see e.g., para. 
[0016], lines 3-8; i.e., product and system support tools for enabling product and 
service assistance), and a user display displaying the results of the user's operation of 
the one or more user tools to the user of the user system (see e.g., para. [0016], lines 
24 - 30; i.e., the "face to face" virtual environment allows the human assistant to view 
the same computer display as the human user requesting for assistance), one or more 
remote support systems (see e.g.. Fig. 26 and para. [0016], lines 6-7; i.e., routing the 
request for assistance corresponds to one or more support systems within an 
organization, wherein the request is routed to an assistant with more knowledge in the 
area among a plurality of assistants), each remote support system being operatively 
connected to the network (see e.g., para. [0016]; lines 1 - 3; i.e., person to person 
assistance over a communications network) and having a support processor (see e.g., 
para. [0016], lines 18 - 19; the human assistant is seated at a computer device), a 
support display (see e.g., para. [0016], lines 26 - 30; i.e., the human assistant is able to 
view the same display as the human user requesting for help), and one or more 
programs running on the support processor (see e.g., para. [0016], lines 3-8; i.e., 
system support tools) adapted to allow an operator of the support system to view 
substantially the same information as is being displayed on at least one user display 
(see e.g., para. [0016], lines 26 - 30), means for establishing a communication 
connection between a user of a user system and an operator of a remote support 
system (see e.g., para. [0021], lines 1 - 7; i.e., the computer program is executed on 
the computers to establish a connection over a computer network to a human 
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information provider) such that the user of the user system can submit inquiries to (see 
e.g., para. [0040], lines 1 - 9; the help requester can select a help object to send a 
message or establish a link to request for technical support) and receive responses 
from the operator of the remote support system (see e.g., para. [0039], lines 4-7; i.e., 
the student helper logs into a digital device to handle questions provided by users 
requesting for help), and means for establishing a communication connection between 
the user system and the remote support system (see e.g., para [0016], lines 1 - 3; i.e., 
person to person link over a communication network for technical solution between a 
help assistant and user requesting for support) such that the support system can obtain 
user display information over the network while the operator is communicating with the 
user over the first communication connection (see e.g., para. [0047], lines 14-17; i.e., 
synchronous video, synchronous voice, screen sharing and application sharing 
corresponds to displaying information over the network while the operator is 
communicating with the user over the first communication connection). 

As to dependent claims 2, 11 and 15, Matthews et al. teaches: 
The system of claim 1 wherein the one or more programs running on the support 
processor (see e.g., para. [0016], lines 3-8; i.e., the programs corresponds to the 
system support tools, wherein the system support tools are programs executed to 
establish a connection between helper and requester) allow the operator of the support 
system to control the user system such that the operator can cause the results 
displayed on the user display to be modified (see e.g., para. [0016], lines 26 - 30; i.e.. 
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the human assistant is able to view the same computer display as the human user and 
even manipulate the requesters display to illustrate modifications). 

As to dependent claim 3, Matthews et al. teaches: 
The system of claim 1 further comprising means for requesting remote support for a 
user of a user system (see e.g., para. [0040], lines 1 - 9; the help requester can seject a 
help object to send a message or establish a link to request for technical support), and a 
server system operatively connected to the network (see e.g., para. [0083]; i.e., the 
servers are connected to the network though data communication links 43), the server 
system having means, responsive to the request for remote support (see e.g., para. 
[0129], lines 10-12; i.e., the help request 410 initiated by help requester 400 is sent to 
help facilitator web server 412 for further processing), for selecting an available one of 
the one or more remote support systems to provide remote support to the user (see 
e.g., para. [0129], lines 12-18; i.e., server 412 initiates a request via communication 
line 418 to a help facilitator) and for supplying the request for support to the selected 
one of the one or more remote support systems (see e.g., para. [0129], lines 12 - 18; 
i.e., the request for help is delivered to the appropriate help facilitator knowledge base 
416). 

As to dependent claim 4, Matthews et al. teaches: 
The system of claim 3 wherein the server system (see e.g., para. [0083]; i.e., the 
servers are connected to the network though data communication links 43) further 
comprises a queue for holding requests for remote support if a support system is not 
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available (see e.g., para. [0130]; i.e., data store 426 is a queue for holding requests for 
remote support, such as holding the request for assistance if helpers are not available). 

As to dependent claim 5, Matthews et al. teaches: 
The system of claim 1 wherein the communication connection between the user of a 
user system and the operator of a remote support system is an audio connection (see 
e.g., para. [0021], lines 3-7; i.e., the established connection over a computer network 
is an audio link having the voice of the human information provider). 

As to dependent claim 6, Matthews et al. teaches: 
The system of claim 5 wherein the audio connection is a telephone connection (see 
e.g., para. [0030], lines 8-15; i.e., the audio connection can include telephony, live one 
or two way video, chat, and email support). 

As to dependent claim 7, Matthews et al teaches: 
The system of claim 5 wherein the audio connection is a voice-over-IP connection (see 
e.g., para. [0205], lines 1-5; i.e., the information provider can communicate through 
real time voice, such as voice over IP). 

As to dependent claim 8, Matthews et al. teaches: 
The system of claim 1 wherein the communication connection between the user of a 
user system and the operator of a remote support system is a video connection (see 
e.g., para. [0016], lines 19-30; i.e., the communication connection between the user 
and the operator of the remote system includes video signals carrying the assistant's 
image to the user terminal). 

As to dependent claim 9, Matthews et al. teaches: 
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The system of claim 1 wherein the communication connection between the user of a 
user system and the operator of a remote support system is a text messaging 
connection (see e.g., para. [0082], lines 20-22; i.e., wired or wireless text based 
communication link). 

As to dependent claim 12, Matthews et al. teaches: 
The system of claims 1 or 10 wherein the one or more user tools include at least one 
design tool (see e.g., para. [0016], lines 3-8; i.e., product and system support tools for 
enabling product and service assistance) for allowing a user of the user system to edit 
an electronic document (see e.g., para. [0121]; i.e., the system support tool allows the 
assistant to gain control of the users system remotely, wherein the assistant can select 
digital device display objects and enter data at appropriate locations using a keyboard). 

As to dependent claim 13, Matthews et al. teaches: 
The system of claims 1 or 10 wherein the one or more user tools execute in a browser 
program running on the processor (see e.g., Fig. 4 - Fig, 18 and. para. [0069]). 

As to dependent claims 16, 17, and 18, Matthews et al. teaches: 
The system of claims 10 or 14 wherein inquiries are submitted (see e.g., para. [0040], 
lines 1 - 9; the help requester can select a help object to send a message or establish a 
link to request for technical support) and responses are received by audio, text, and 
video (see e.g., para. [0030], lines 8-15; i.e., telephony, e-mail, and live one or two 
way video respectively). 

As to independent claim 20, Matthews et al. teaches: 
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A method of providing assistance from an operator of a support system (see e.g., 

[0016], lines 1-8; i.e., remote assistance corresponds to a technical solution for 

enabling a person to person assistance over a communication network in order to 

supply support of a product or service) having a support display to a user on a remote 

user system having a user display (see e.g., para. [0030], lines 13 - 15; i.e., one or two 

way video), the method comprising establishing one or more alert conditions (see e.g., 

para. [0025], lines 6-10; i.e., establishing a alert condition corresponds to the user 

computer sending a connection request to an information provider organization that is 

capable of providing live information about the product), monitoring the remote user 

system for the occurrence of one or more of the alert conditions (see e.g., para. [0016], 

lines 3 - 8; i.e., monitoring the occurrence of an alert corresponds to the system support 

tools capability to route the request for help to an appropriate human assistant), in 

response to detection of one or more of the alert conditions, establishing a 

communication connection between the user of the user system and the operator of the 

support system (see e.g., para. [0016], lines 10-15; i.e., the user system establishes a 

network connection with the help assistant), establishing a communication connection 

♦ 

between the user system and the support system (see e.g., para. [0016], lines 10-15), 
and displaying substantially the same the information on the support display as is being 
displayed on the user display (see e.g., para. [0016], lines 26 - 30) while the user and 
the operator communicate over the communication connection between the user and 
the operator (see e.g., para. [0041], lines 1 -9; i.e., the communication over a 
connection can be in the form of text, video, and voice,). 
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As to independent claim 21 , Matthews et al. teaches: 
A method of providing assistance from an operator of a support system (see e.g., 
[0016], lines 1 - 8; i.e., remote assistance corresponds to a technical solution for 
enabling a person to person assistance over a communication network in order to 
supply support of a product or service) having a support display to a user on a remote 
user system having a user display (see e.g., para. [0030], lines 13-15; i.e., one or two 
way video), the method comprising establishing one or more alert conditions (see e.g., 
para. [0025], lines 6 - 10; i.e., establishing a alert condition corresponds to the user 
computer sending a connection request to an information provider organization that is 
capable of providing live information about the product), monitoring the remote user 
system for the occurrence of one or more of the alert conditions, (see e.g., para. [0016], 
lines 3-8; i.e., monitoring the occurrence of an alert corresponds to the system support 
tools capability to route the request for help to an appropriate human assistant), in 
response to detection of one or more of the alert conditions, generating a message to 
the user of the user system inquiring if the user would like assistance from the support 
system (see e.g., Fig. 13 and para. [0120]; i.e., the student/assistant is requesting 
permission to assist the user requesting for help, wherein the user requesting for help 
will grant the assistant permission by manipulating an object on the screen, such as 
message 290), if the user indicates that the user would like assistance (see e.g., para. 
[0120]; i.e., the user manipulates an object on the screen to accept assistance from the 
helper), establishing a communication connection between the user of the user system 
and the operator of the support system (see e.g., para. [0016], lines 10-15; i.e., the 
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user system establishes a network connection with the help assistant), establishing a 
communication connection between the user system and the support system (see e.g., 
para. [0016], lines 10-15), and displaying substantially the same the information on the 
support display as is being displayed on the user display (see e.g., para. [0016], lines 
26 - 30) while the user and the operator communicate over the communication 
connection between the user and the operator (see e.g., para. [0041], lines 1-9; i.e., 
the communication over a connection can be in the form of text, video, and voice,). 

As to dependent claim 22, Matthews et al. teaches: 
The method of claims 19, 20 or 21 further comprising the operator causing the 
information displayed on the user display to be modified (see e.g., para. [0016], lines 26 
- 30; i.e., the human assistant is able to view the same computer display as the human 
user and even manipulate the requesters display to illustrate modifications). 

As to dependent claims 23, 24, 25, 26, and 27, Matthews et al. teaches: 
The method of claims 19, 20 or 21 wherein the communication connection between the 
user of a user system and the operator of a remote support system is an audio 
connection (see e.g., para. [0030], line 14; i.e., chat corresponds to an audio 
connection), telephone connection (see e.g., para. [0030], line 14; i.e., telephony), 
voice-over-IP connection (see e.g., para. [0205], lines 1 - 5; i.e., the information 
provider can communicate through real time voice, such as voice over IP), video 
connection (see e.g., para. [0030], lines 13-14; i.e., live one or two way video), and 
text messaging connection (see e.g. para. [0030], line 15; i.e., e-mail). 
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Conclusion 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Prior art Patent No. 5,933,479 can be applicable and pertinent to 
applicant's disclosure. Prior art disclosed by Michael al. discloses a video conferencing 
interface unit that is coupled to a second local communication for converting audio and 
video signals for transmission via a telephone line to a central service site. 

The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. Prior art Patent No. 7,149,936 can be applicable and pertinent to 
applicant's disclosure. Prior art disclosed by Deshpande al. discloses a 
videoconferencing application that uses audio and video signals to capture an image of 
the device that needs to be services in order for the technician to remotely assist 
adjustments and configurations. 



Inquiries 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Henry Vuu whose telephone number is (571) 270-1048. 
The examiner can normally be reached on 8-5. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
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the organization where this application or proceeding is assigned is 571-273-8300. 
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